CUSTOMER CALLS CALL 
CENTER 



MO 



ACD ROUTES CALL 
TOCBSP 




-No- 



ACD ROUTES CALL TO 
AVAILABLE AGENT 



Yes 



CBSP PLAYS CALL CENTER CALL 
BACK OPTION MESSAGE FOR 
CUSTOMER 




-No- 



ACD ROUTES CALL TO 
QUEUE 



Yes 



CUSTOMER ENTERS CALL BACK NUMBER 



AT APPOINTED TIME, CBSP PLACES 
OUTGOING CALL TO CUSTOMER ON 
SECOND COMMUNICATIONS LINK 



CUSTOMER CALLS CALL CENTER 



I 



40 



ACD ROUTES CALL 
TO CBSP 




-No- 



CBSP PLAYS CUSTOMER CALL BACK 
OPTION MESSAGE FOR CUSTOMER 




-No- 



CBSP PROVIDES CUSTOMER 
WiTH NUMBER FOR SECOND 
COMMUNICATIONS LINK AND CALLER ID 



CUSTOMER CALLS ON SECOND 
COMMUNICATIONS LINK 



bo 




ACD ROUTES CALL TO NEXT 
AVAILABLE AGENT 



V3 



ACD ROUTES CALL TO AVAILABLE 
AGENT 



*> ACD ROUTES CALL TO QUEUE 



► 


ACD PLACES CALL IN QUEUE FOR NEXT 




AVAILABLE AGENT 




i 






No 





CUSTOMER CALLS CALL 
CENTER 



CO SWITCH DETECTS 
TERMINATING TRIGGER 



CO SWITCH SENDS QUERY 
MESSAGE TO SCP 




IS* 



-No- 



SCP SENDS RETURN MESSAGE TO 
CO SWITCH TO ROUTE CALL TO IP 



IP PLAYS CALL CENTER CALL 
BACK OPTION MESSAGE 






CO SWITCH ROUTES CALL TO 
CALL CENTER OVER FIRST 
COMMUNICATIONS LINK 


► 




i 


{ 











No 





IP SENDS MESSAGE TO SCP 










r 






AT APPOINTED TIME, SCP SETS UP CALL 
BETWEEN CUSTOMER AND CALL CENTER ON 
SECOND COMMUNICATIONS LINK 





CUSTOMER CALLS CALL CENTER 



I 



■IHo 



^.7 



CO SWITCH DETECTS 
TERMINATING TRIGGER 




y 


f 




CO SWITCH SENDS QUERY 
MESSAGE TO SCP 




1 








Yes 



1 



SCP SENDS MESSAGE TO CO 
SWITCH TO ROUTE CALL TO IP 


1 


f 


IP PLAYS CUSTOMER CALL 
BACK OPTION MESSAGE 







SCP SENDS MESSAGE TO CO 
SWITCH TO ROUTE CALL TO CALL 
CENTER OVER SECOND 
COMMUNICATIONS LINK 



No 



nz 




CO SWITCH ROUTES CALL TO 
CALL CENTER OVER FIRST 
COMMUNICATIONS LINK 



IP PROVIDES CUSTOMER WITH 
CALLER ID 



IP SENDS MESSAGE TO SCP 



